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Getting started

Download the program from bawabetna.com or the Microsoft Store and install it. On first opening, sign in
with your Bawabetna account. The first month is free with every feature.

The first-run assistant asks for a few details, then the program is ready:

1. Support desk: Name, License number, Country, Default currency
2. Branch: Name, Phone

3. Agent: Full name, Email

Each person signs in with their own role and sees only the screens of that role:

® Accountant
* Agent

® Desk owner
®* Manager

® Support lead

The home screen

The home screen shows today's work at a glance: counts, today's schedule, what is waiting and requests
from clients. The command bar at the top opens any screen from a short sentence, such as a client's name or
“new appointment”.
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The home screen

Screens and what you record in them

The side menu groups the screens by kind of work. Each screen lists its records: New adds one, a click opens
it, and the buttons at the bottom of a record move it to its next stage.
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Tickets
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TICKET NUMBER SUBJECT STATUS CUSTOMER CHANNEL
Qvervie o TCK-001001 Mathematics New James Carter + CLI-US-1047285931 Phone
Client messages (1)
o TCK-001002 English On hold Emily Johnson - CLI-US-1047293850 Email
Client reques
Reports o TCK-001003 Science Open Michael Brown - CLI-US-1047301769 Whatsapp
Library
m TCK-001004 Computer studies Pending customer Sarah Davis - CLI-US-1047309688 Web form
Invite a professional
o TCK-001005 Mathematics Resolved David Wilson - CLI-US-1047317607 Chat
Ticket
) o TCK-001006 English Closed Jessica Miller - CLI-US-1047325526 Walk in
Ticket reply
Ticket time
Support plan
Ticket
iz .
Lilylgy Ticket

Bawabetna

m New 1 Open 1 Pending customer 1 Onhold 1 Resolved 1
Technical Support And NEY
Support Tickets Management p—1 TCK-001001

Mathematics

Overview

TICKET NUMBER SUBJECT STATUS CUSTOMER CHANNEL

Client requ = -CLI- i
q TCK- Mt e N James Carter - CLI T Files
001001 US-1047285931

Reports
TCK- Emily Johnson - Ticket number Customer
001002 S ki CULUS 1047203850 o TCK-001001 James Carter - CLI-US-

1047285931

Library

Invite a professional

Ticket Phone Question

TCK- Computer Pending Sarah Davis - CLI- Wb
eb form
001004 studies customer US-1047309688 Priority Product or service

Ticket reply

Low Standard service
Ticket time TCK- : David Wilson - CLI-
Mathematics Resolved Chat

001005 US-1047317607 Subject

Mathematics
TCK- . Jessica Miller - CLI-
English Closed Walk in
001006 U5-1047325526

Customer

TCK- = Michael Brown -
Science Open Whatsapp
001003 CLI-US-1047301769 Channel Category

Support plan Description

Followed up with the client and confirmed the date.

Canned respo Agent Sla policy
James Carter Low-2
Kb article
Received at First response hours

A record open for editing
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Ticket

What you record: Ticket number (worked out by the program), Customer (required), Channel (required),
Category (required), Priority (required), Product or service, Subject (required), Description (required), Agent,
Sla policy, Received at (worked out by the program), First response hours (worked out by the program),
Resolution hours (worked out by the program), First response due (worked out by the program), Resolution due
(worked out by the program), Status (required), Responded at (worked out by the program), Resolved at (worked
out by the program), Resolution, Csat score, Csat comment, Files

Stages: A new record starts as "New".

New — Open New — Closed On hold — Open Open — Pending customer Open — On hold

Open — Resolved Pending customer — Open Pending customer — Resolved
Pending customer — Closed Resolved — Closed Resolved — Open
Ticket reply

What you record: Ticket (required), Direction (required), Sent at (required), Canned response, Body
(required), Files

Ticket time

What you record: Ticket (required), Agent (required), Worked on (required), Minutes (required), Billable,
Note
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= Ticket
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Customer
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Customer

Customer

Customer

6 records

FULL NAME

a James Carter
° Emily Johnson
@ Michael Brown
g Sarah Davis
@ David Wilson
m Jessica Miller

CLIENT CODE

CLI-US-1047285931

CLI-U5-1047293850

CLI-US-1047301769

CLI-US-1047309688

CL-US-1047317607

CLI-US-1047325526

COMPANY NAME

Summit Trading Co.

Bluewater LLC

Prime Partners

Oakridge Supply

Clearview Group

Harbor Point Inc.

name, phone or cli Search this list

EMAIL

client1@example.com

client2@example.com

client3@example.com

clientd@example.com

clientS@example.com

clienté@example.com

PHONE

+14151234567

+14151235678

+14151236789

+14151237900

+14151239011

+14151240122

What you record: Full name (required), Company name, Email, Phone, Client code, Ecosystem

registration, Identity country, Official identity number (required), Notes

Support plan

What you record: Customer (required), Plan (required), Start date (required), End date (required), Hours

included, Plan value, Status (required)

Stages: A new record starts as "Active".

Active — Expired

Active — Cancelled

Expired — Active
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Qverview

Client messages (1)
< Client requests (2)
Z| Reports

Library

Invite a professional
= Ticket
= Ticket reply

1 Ticket time

=l Support plan

Canned response

* Kb article

Canned response

Canned response

Canned response Find a customer: name, phone or cli Search this list
Question 1 Incident 1 Bug 1 Feature request 1 Account Billing
TITLE CATEGORY

Standard service Question
o Consultation Incident
@ Routine maintenance Bug

° Standard product Feature request
o Menthly plan Account
a Full check-up Billing

What you record: Title (required), Category (required), Body (required), Active

Kb article

ACTIVE

What you record: Title (required), Category (required), Keywords, Body (required), Visibility (required), Status

(required)

Stages: A new record starts as "Draft".

Archived — Published

Draft — Published Published — Archived Published — Draft
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NAME PRICE CODE CATEGORY VAT RATE
Qverview Standard service $150.00 A-2400 Service i
Client messages (1)
o Consultation $527.00 B-2413 Product 12
< Client requests (2)
=l Reports @ Routine maintenance $904.00 C-2426 Package 19
Library
a Standard product $1.281.00 A-2439 Other 26
Invite a professional
EEETS o Monthly plan $1,658.00 B-2452 Service 33
Ticket
. a Full check-up $2,035.00 C-2465 Product 40
Ticket reply

1 Ticket time

=l Support plan

Canned response

¥ Kb article

Service

Service

What you record: Code, Name (required), Category, Price (required), Vat rate (required), Active

Invoice

What you record: Invoice number (worked out by the program), Customer (required), Ticket, Currency
(required), Issued at (worked out by the program), Subtotal (worked out by the program), Tax total (worked out by
the program), Total (worked out by the program), Paid (worked out by the program), Refunded (worked out by the
program), Net paid (worked out by the program), Balance (worked out by the program), Status (required), E

invoice reference, Notes

Stages: A new record starts as "Draft".

Draft — Issued Draft — Voided Issued — Voided Refunded — Reconciled Settled — Reconciled
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Invoice line

What you record: Invoice (required), Service, Description (required), Quantity (required), Unit price
(required), Discount, Vat rate (required), Line net (worked out by the program), Line tax (worked out by the
program), Line total (worked out by the program)

Payment

What you record: Receipt number (worked out by the program), Invoice (required), Amount (required),
Method (required), Transaction reference, Paid at (worked out by the program)

Refund

What you record: Refund number (worked out by the program), Payment (required), Invoice (worked out by
the program), Amount (required), Reason (required), Refunded at (worked out by the program)

Setup

I \ ‘ LLiJ'Q_i Support desk Find a customer: name, phone or cli Search this list
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NAME LICENSE NUMBER COUNTRY TAX NUMBER DEFAULT CURRENCY

Overview @ Northside Group A-2400 us A-2400 usD
Client messages (1)
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=l Reports
Library

Invite a professional
= Ticket
= Ticket reply

-1 Ticket time

mer

=| Support plan

¥ Kb article

Support desk
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Support desk

What you record: Name (required), License number, Country (required), Tax number, Default currency,
Whatsapp enabled, Online meeting link, Payment link, Review link, Ai assistant enabled, Ai model, Ai
endpoint

Branch

What you record: Support desk (required), Name (required), Address, Phone

Agent

What you record: Branch (required), Full name (required), License number, Email, Tier, Skills, Active

Sla policy

What you record: Priority (required), Plan (required), First response hours (required), Resolution hours
(required), Business hours only

Reports

Reports are worked out on your computer from your records. Choose a period, see the chart and the table,
then print or export them. The reports of this program:

* Tickets by status

® Tickets by category

® Tickets and CSAT by agent

* Time by agent

® Tickets by customer

® Revenue by month

® Revenue by service

e (Collections by payment method
e Qutstanding balances by client

® Receivables aging (days since issue)
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Working with your clients

A client with a Bawabetna Client Code can, from the free client app: book an appointment, write to you, send
requests and documents, sign documents, see what they owe and pay you directly, tell you they have
arrived, ask for an earlier time and see their points. Everything reaches this program with its next sync.

Your data

Your records are kept encrypted on your own computer; only a short summary of each transaction is sent to
Bawabetna. Make a backup from Settings; it is encrypted with your recovery key.

Help

Write to info@bawabetna.com or use the contact page at bawabetna.com/contact.
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